ABSTRACT

This study discusses the analysis of customer satisfaction AHASS Cikutra
workshop in Bandung on the dimensions of service quality. Aimed to determine
whether the customer is satisfied with the quality of services provided by the
workshop AHASS, based on the dimensions of service quality. Dimensions of
service quality consists of tangible, reliability, responsiveness, assurance,
empathy. Samples from this study as many as 95 respondents. The results of the
research has been done is the dimension of empathy get good results at 21.11%.
Dimensions of responsiveness and assurance to get good results by 6.84% and
8.52%. While the tangible dimension and reliability need to be addressed,
improved in order to make customers feel satisfied with the quality of services
provided by the workshop AHASS.
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ABSTRAK

Penelitian ini membahas tentang analisis kepuasan pelanggan bengkel
Ahass Cikutra di Bandung berdasarkan dimensi kualitas pelayanan. Bertujuan
untuk mengetahui apakah pelanggan sudah merasa puas terhadap kualitas
pelayanan yang diberikan oleh pihak bengkel Ahass, berdasarkan dimensi kualitas
pelayanan. Dimensi kualitas pelayanan terdiri dari tangible, reliability,
responsiveness, assurance, empathy. Sampel dari penelitian ini sebanyak 95
responden. Hasil yang didapat dari penelitian yang telah dilakukan adalah dimensi
empathy mendapatkan hasil yang baik sebesar 21,11%. Dimensi responsiveness
dan assurance mendapatkan hasil yang cukup baik sebesar 6,84% dan 8,52%.
Sedangkan dimensi tangible dan reliability perlu lebih diperhatikan, ditingkatkan
agar dapat membuat pelanggan merasa puas dengan kualitas jasa pelayanan yang
diberikan oleh pihak bengkel Ahass.

Kata kunci : tangible, reliability, responsiveness, assurance, empathy
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